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interaction, and wherein the first logical work queue is configured to accept work tasks 
destined for workers associated with the work performer class; and 

a second queue level, including a plurality of second level work performer queues 
associated with the first logical work queue and with corresponding workers, wherein at 
least a first of the work tasks in the first logical work queue is assigned to a first of the 
plurality of second level work performer queues based on at least a first property of the 
first work task. 

23. The multilevel queuing system as defined in Claim 22, wherein: 

the first logical work queue is associated with a loan officer class of work 
performers, 

the first work task is loan-related, 

and the first work task is selectively assigned to one of the plurality of second 
level work performer queues based at least in part on a characteristic of the loan. 

24. The multilevel queuing system as defined in Claim 22, wherein the second queue 
level includes a work performer queue associated with a local work flow system and a work 
performer queue associated with a remote work flow system. - 

25. The multilevel queuing system as defined in Claim 22, further comprising a plurality 
of expressions configured to evaluate the first property, the plurality of expressions 
corresponding to the plurality of second level work performer queues, wherein: 

if only one of the plurality of expressions is satisfied, the work task is assigned to 
the second level work performer queue corresponding to the satisfied expression; 

if more than one of the plurality of expressions is satisfied, the work task is 
assigned to one of the second level work performer queues based at least in part on one of 
queue throughput statistics, locality, and a weighting factor. 

26. The multilevel queuing system as defined in Claim 22, wherein the first of the 
plurality of second level work performer queues is a physical queue. 

27. The multilevel queuing system as defined in Claim 22, wherein the first queue level 
further includes a second logical work queue associated with a second work performer class that 
represents an automated task. 



Appl. No. 
. Filed 



TO/989,833 
November 19, 2001 




28. A method of distributing tasks in a work flow system using multilevel queues, 
comprising: 

defining a first queue level, including a first logical work queue corresponding to 
a first work performer class representing at least a task requiring human interaction, 
wherein the first logical work queue is configured to accept work tasks destined for work 
performers associated with the work performer class; and 

defining a second queue level, including a plurality of second level work 
performer queues associated with the first logical work queue and with corresponding 
work performers, wherein at least a first of the work tasks in the first logical work queue 
is assigned to a first of the plurality of second level work performer queues based on at 
least a first characteristic of the first work task. 

29. The method as defined in Claim 28, further comprising providing the first work task 
to a first worker. 

30. The method as defined in Claim 28, wherein the second queue level includes a work 
performer queue associated with a local work flow system and a work performer queue 
associated with a remote work flow system. 

31. The method as defined in Claim 28, wherein the first logical work queue appears to a 
business process to be an enterprise-level queue for a plurality of work flow systems. 

32. The method as defined in Claim 28, further comprising: 

evaluating a second characteristic of a second work task using a plurality of 
expressions corresponding to the plurality of second level work performer queues; 

determining that more than one of the plurality of expressions is satisfied; 

using additional criteria to selectively assign the second work task to a second of 
the plurality of second level work performer queues. 

33. The method as defined in Claim 28, further comprising distributing work tasks to 
second level work performer queues based at least in part upon at least one of queue throughput 
statistics, locality, and a probability distribution. 

34. The method as defined in Claim 28, further comprising determining that a first 
worker associated with the first of the plurality of second level work performer queues is 
unavailable based on at least one of queue size and elapsed time in the first of the plurality of 
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second level work performer queues, and based at least in part on the determination, assigning a 
second task to a second of the plurality of second level work performer queues. 
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